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Webinar: AI & Generative 
AI in Claims Handling

Monday, April 15th 
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What is artificial intelligence (AI)?

Rules Learning from experience 
Machine Learning

Artificial Intelligence
Techniques that enable machines to mimic human intelligence
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“Yellow Toyota Camry damaged 

in collision”

Poem ImagesText

Large Language Models (LLMs) / Generative AI
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• Proximity to keywords

• Journalistic practices

• Provide many labeled examples 

and let the machine learn the 

patterns itself

• No need for further training

Rules Machine Learning Large Language Models (LLMs)1 2 3

Potentially faster model development

Evolution of text-based methods (Q: Who is the fraudster?)
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Structured Data

Another way of looking at itAnother way of looking at it?

Machine 
Learning

Large 
Models

Rules

Text

Images & video

Speech

AI

Unstructured Data
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Al uses in claims

CONFIDENTIAL
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In the beginning:

• AI used structured data only

• Often called Predictive Modeling

• Credit Scoring was one of the first commercial applications that used Machine Learning

Predictive modeling using structured data
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Case assignment

Complexity

Severity

Predictive 
models

Jumper claims 

Division of fault

Network fraud

Fraud

Network analytics

Predictive modeling in claims
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Claim notes

Call/chat transcriptsLegal briefs

Natural 
language

State statutes

Web content

Social media posts

Medical records
Types of text processing:

• Classify

• Extract

• Summarize

• Generate

• Chat

For what purposes:

• Medical Record Processing

• Discovery

• Precedent Cases

• Case Summarization

• Statute Research

Text mining/NLP in workers comp claims 
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Unstructured documents Extracted medical data Gen AI auto-summary

Medical record processing
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Contents

Materials

Damage

Injuries

Forensics

Gen AI provides new threat

Computer vision/image analytics in claims
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• Interviews 

• Calls

• Accident photos

• Photos of damage

• Claimant statements

• Police reports

• Claim notes 

• State statutes

• Policy information 

• Claim information

Structured 
Data

Free-form 
Text

SpeechImages

Multi-Modal Models will be even more powerful
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AI concerns

CONFIDENTIAL
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• Data Security

• Model Accuracy

• LLM Hallucinations/Fabrications

• Transparency

• LLM Data Sources

• Explainability

• Fairness

Concerns
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Housekeeping with AI

MonitoringEvaluationValidation Documentation
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AI evolving rapidly

• Unprecedented technological advances!!

• Will disrupt many industries as technology matures

• Potential to scale is unbelievable high

• Responsibly use AI as powerful tool to augment human work

Trust, but Verify

Closing thoughts
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Questions?
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